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AGENDA 

A. Call Center Report 

B. Map Update 

C. Changes to the law 

D. In Development 

 

 



Call Center Report 

In Volume: 

 

Jan up 15.19% 

Feb up 13.26% 

Mar up 31.03% 

Apr up 31.17% 

May up 21.77% 

 

YTD up 23.75% 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

3 Yr Avg 40452 39266 56793 64060 65917 63373 61024 64453 61488 60095 48758 40036 

2014 46596 44471 74416 84026 80268 0 0 0 0 0 0 0 

Diff 15.19% 13.26% 31.03% 31.17% 21.77% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 
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Call Center Report 

In Volume: 

 

Each month 

had been 

trending up for 

a period of 

years. 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

2011 30469 32837 56752 56677 58958 62483 54952 61702 58765 56626 45695 38397 

2012 44521 45759 60677 65687 65965 60121 58637 63701 59052 63563 50941 39349 

2013 46367 39201 52949 69817 72827 67516 69482 67956 66647 69878 49639 42361 

2014 46596 44471 74416 84026 80268 0 0 0 0 0 0 0 
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Call Center Report 

Overflow: 

 

When inbound 

volumes 

exceed the 

capabilities of 

the local staff 

the overflow 

staff is 

engaged. 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC 

Local Calls 11649 10664 20310 26282 26527 0 0 0 0 0 0 0 
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JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC 

OVERFLOW 0 0 0 646 987 0 0 0 0 0 0 0 

AFTER HRS 2850 2395 3825 3384 3168 0 0 0 0 0 0 0 
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Call Center Report 

KPIs: 

 

By staffing for 

projected 

volumes, and 

utilizing the 

overflow center 

as needed, we 

were able to 

maintain all 

KPIs even 

given record 

breaking 

months. 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD 

ASA 22 19 18 20 21 0 0 0 0 0 0 0 20 
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Average Speed of Answer (ASA) by Month 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD 

ABAN % 3.26% 3.09% 3.20% 3.13% 3.06% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 3.14% 
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Call Center Report 

ITIC 

Percentage: 

 

Goal for 2014 

is 60% 
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Call Center Report 

YTD Summary: 

 

Apr – 1 busiest 

May – 2 busiest 

Mar – 3 busiest 

 

 

Ins Outs Ratio ITIC % ASA Aban % Avg Call Tm 

Jan 46596 247858 5.32 60.21% 22 3.26% 303 

Feb 44471 240471 5.41 60.98% 19 3.09% 306 

Mar 74416 389472 5.23 60.28% 18 3.20% 349 

Apr 84026 435117 5.18 57.11% 20 3.13% 347 

May 80268 424450 5.29 55.86% 21 3.06% 321 

Jun 0 0 0.00 0.00% 0 0.00% 0 

Jul 0 0 0.00 0.00% 0 0.00% 0 

Aug 0 0 0.00 0.00% 0 0.00% 0 

Sep 0 0 0.00 0.00% 0 0.00% 0 

Oct 0 0 0.00 0.00% 0 0.00% 0 

Nov 0 0 0.00 0.00% 0 0.00% 0 

Dec 0 0 0.00 0.00% 0 0.00% 0 

YTD 329777 1737368 5.27 58.48% 20 3.14% 330 



MAP UPDATE 

Parcel Data: 
 Boone county in process 
 Franklin county online April 2014 
  
Road Data: 
 Franklin county wide  
 Knox county wide 
  
Manual edits/adds: 
 10,942 completed YTD 
 Goal is to double 2013 manual updates 
 Note:  8,065 completed 2013 
  

Parcel Data,  

Road 

Centerline and 

manual edit 

updates. 



LAW CHANGES 

Required Damage Reporting (319.026 sec 10) 
By electric, gas and pipeline facilities no later than 
Apr 1st, 2015  
 
Extended Start Times (319.030 sec 1): 
Mutually agreed language removed and replaced 
with a method provided by the notification center. 
 
Required Positive Response (319.030 sec 1): 
• Utilities that receive tickets electronically 

required to status tickets Jan 1st, 2015. 
• All other utilities required to status tickets 

beginning Jan 1st, 2016. 
  

Not an all 

inclusive list 

 

Highlighting 

changes that 

will affect 

operation of 

the 

notification 

center 



LAW CHANGES 

Required Damage Reporting (319.026 sec 10) 
By electric, gas and pipeline facilities no later than 
Apr 1st, 2015  
 
Decision Points: 
• What fields should be collected? 
• Which fields should be required? 
• How should utilities provide the data? 
 
  

Damage 

Manager is 

available free 

of charge 



LAW CHANGES 

Extended Start Times (319.030 sec 1): 
Mutually agreed language removed and replaced 
with a method provided by the notification center. 
 
Concept: 
• The excavator contacts the notification center 

using any of the available methods 
• The excavator modifies the start date/time 
• The notification, with the edited start 

date/time, keeps the same ticket number and is 
transmitted to all affected utilities with an 
indication that the start time has been changed 

  

Capability to 

be deployed in 

the 

notification 

center, ITIC 

and 

Map_LINK. 



LAW CHANGES 

Required Positive Response (319.030 sec 1): 
• Utilities that receive tickets electronically 

required to status tickets Jan 1st, 2015. 
• All other utilities required to status tickets 

beginning Jan 1st, 2016. 
 

Providing ticket status is already available via a 
web interface and  by FTP.  We are interested in 
extending this capability to include email. 
 
A method(s), such as IVR, will need to be 
developed to allow less sophisticated operations to 
provide status. 
  

LTM and 

Ticket Check 

are currently 

available free 

of charge 



IN DEVELOPMENT 

Audit Change 
 Reduce to two columns 
Map_LINK 
 Attachment deployment scheduled for July 
 Add open/close option for excavators 
IVR 
 Deployment scheduled for July 
Mobile App 
 General release scheduled for July 1st 
Next Generation ITIC 
 In development 
Conditional Outbound 
 Enhance from text to HTML 
 

Improvements 

currently in 

process 



IN DEVELOPMENT 

Improvements 

currently in 

process 



IN DEVELOPMENT 

Improvements 

currently in 

process 



YOUR 

SUGGESTIONS 

&  

QUESTIONS 


